Not for Consumer Use

N "4
\ X g
\

i NTS ool
OFICIAL NED WOOD FRAGME
| o5 | RETAI

e h _i’f

B

o R
2z % 4~ At
P SRR S G
\ g R oy = :
7t gty

2016 UnitedHealthcare
Member Experience

w UnitedHealthcare



lJJ UnitedHealthcare

We are with you every step of the way

UnitedHealthcare health insurance
plans: 2016 overview

UnitedHealthcare Onboarding
Experience

UnitedHealthcare tools to manage
health care and costs at home, work
or on the go

Where to find more information

About UnitedHealthcare
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UnitedHealthcare health

iInsurance plans: 2016 overview



IUni
: tedHealthcare
Here’s where to find our plans lﬂ

UnitedHealthcare Benefits Plan of California

Northern Counties (Alpine, Amador, Butte, Calaveras, Colusa,
Del Norte, Glenn, Humboldt, Lake, Lassen, Mendocino,
Modoc, Nevada, Plumas, Shasta, Sierra, Siskiyou, Sutter,
Tehama, Trinity, Tuolumne, Yuba)

Region 1

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



lJJ UnitedHealthcare
2016 plans at a glance

Bronze Siler Gold Platinum Bronze

Minimum Coverage EPO
Flan Nams 60 PPO 70 PPO 80 PPO 90 PPO HSA 60 PPO
Deductible and Co-dnsurance
Deductibls (Indhvidusl) You pay: $6,000 /8500 drug $2,250 /$250 drug M/A M/A $4,500 Inegratad 13,700 Inlegrated
Deductible [Family) Youpay:  $12,000 /$1,000 drug $4,500 /3500 drug /A MAA £9,000 Inlegratad $13,700 Inlegrated
Out-of-pocket Maximum (Meadical and Pharmacy Combined)
Individual You pay: $5.500 $6,250 $6,200 $4,000 $5.500 $5.850
Family You pay: $13.000 $12.500 $12.,400 $8,000 $13.000 $13,700

Medical

e
e co v | o R i
Specialty Cara Visit ou pey $70 % 8 0% 0%
N W ; o

- ) 1003 undil medical $250 onca medical
Emergency Room Facility | You pay: daductible is met daductible is met A0 o
S o B -- i o
Ssvsial b o .
¥-Ray and Diagnostic: You pay: 1dadu;?;':;§::?| BB & A0 0%
. Full cost until medical
Hospital Stay You pay: deductible s met A0 05
. Full cost until medical
Mats Stay Yol : A0 0%
slamity Hpay deductible is met
Retail Pharmacy
) up o $500 per script
Tier 1 Youpay | erdeduciible s met a0 S
] up fo $500 par script $50 par script afier N
Toer 2 YouPaY: | sfier deductible is met daduciible is met Ao o
i up fo $500 par script $70 par script afier
Tier3 YouPaY: | sfer deductible is met daduciible is met 0% o
) up fo $500 par script 20% up fo $250 per script o
Ter 4 Youpar: | fier deductible i met afier deductible is met a0 S

* Copey B for any combination of the it thieevisks. Atter inee vENs, thay will be at fJull cost urtl the deducibie and out-ol-pockst madimum ane met.
Benefits shown in blue are not subject o a deductible

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.




i : UnitedHealthcare
What’s included with all our plans U tnitedttealthcare

XJ

Essential Health Benefits Preventive care at no cost*

Ambulatory patient services Immunizations
Emergency services Routine physical exams
Hospitalization Routine health screenings
Maternity & newborn care Routine cancer screenings
Mental health and substance abuse Women'’s preventive services
Prescription drugs Contraceptives — Tier 1 Rx
Rehabilitative & habilitative Prenatal care if service qualifies

Laboratory services 8 NG GRIE

Preventive, wellness services and
chronic disease management

Pediatric dental & vision

* As specified by USPTF and our UnitedHealthcare coverage guidelines; diagnostic services are not considered preventive in most circumstances

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group. Not for consumer



IUni
: : tedHealthcare
Getting care in our network lﬂ

Network Name: UnitedHealthcare® Core and
UnitedHealthcare Core Essentials

.................................................................................................................................................. Provider Search
__________________________________________________________________________________________________________________________________________________ uhc.com/docfind
Core PPO plans available in metallic levels
Core Essential EPO plan in minimum coverage tier
______________________________________________________________________________________________________________________________________________________________________________________________________ Note

In-network providers over 30,000 doctors, 400 hospitals
and 2,000 clinics

Provider search
can be done in

Access to California Core network, including in-network Spanish
providers in Oregon, Arizona and Nevada

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.
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UnitedHealthcare Onboarding
Experience



UnitedHealthcare Onboarding Experience:

GWeIcome Email and Robocall U UnitedHealthcare

Sz 2

Issued approximately 24-48 hours after signing up

Email Introduces roadmap

' UnitedHealthcare

Thank you for choosing UnitedHealthcare.

Email has Spanish toggle

Email links to new onboarding videos

Hi [John],

\ ? Quentiom 7w s o e sutuagddiong « aw b g A e

J What's mext
o - > v v v Y

e e - o~ .- O P—

] R L |
"0‘ Chec b oul our el il v eieon
forwarg ! oy / rordertaes s

e

2 € U 10 d e d Did U
CA
e a0 O pene
A a a -
OI10 O a a D

Short, focused messaging

Lets the member know we have their application

No request for payment — simply a thank you and tells member to

watch for their ID card

M0, this i3 UnitedMeaithcare calling with o
weicome message for [FIRST AND LAST NAME]

o this is [FIRST AND LAST NAME], press 1 If not,
press 1

13 thiz the correct phone Pease let tham know to
number for [FIRST watch the mail for their
NAME, LAST NAME]? if health plan 1D cards.
yos, press 1 I no, press Thank you. Goodbye

1

AM Massage Hi, this is UnitedHeaithcars calling to thank

you for choosng us a3 your heaith plan. Your envoliment iy
being processed and your (D card with some simple steps
to your health plan will arrive by mail shortly. We

We're just calling to say thanks for choasing
UnitedMeaithcare a3 your heath plan. Your enroliment iz
being prog d and your 1D card with soMegimple steps 1o
Fctvate O pian wil arrive by mallshortly 'We look
forward 1o providing you & grest experience, 30 if you have
ary questions, please call us using the member phone
number on the 1D card you'll get soon

Thanks sgain for b ¢ @ member Goodby

look forward to providing you 3 great expenence, 5o if you
have any questions, plaass cal us using the member
phone number on the D card you'll get soon

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.

Thanks again for b 3 aby
We apologize for the in e
Thark you for your time. Goodbye. [hang
up)




aUnitedHeaIthcare Onboarding EXperience: ..o
Video Series |

Video Title Key Messages

v Compare Plan Types

v Choose a Health Plan Level
Shopping: ¥ Check your Medications
Choosing a Health Insurance plan. v Eligible for a Subsidy?

v Sign-up Options

v Where's my application
v |ID Card and Welcome Packet

Onboarding: _ _ Video series:
So | have enrolled, now what? : ;EZQQ !I::;S'” “Marketplace Made Clear”
¥ Sign up for myuhc.com on uhc.com
¥ Your ID Card
Onboarding: ¥ myuhc.com English and Spanish
Understanding My Benefits. ¥ Finding a doctor
Your PCP
¥ Where to go for questions
v Tools to help you manage your plan
Using My Plan- v (Getting a referral from your PCP
Avoiding Health Cost Surprises. v The basics of Health Insurance

v Take advantage of Preventive care

v Sign up for myuhc.com




UnitedHealthcare Onboarding Experience:

Initial Premium Bill lJJUmtEdHeﬂlﬂware

I Unediiealtheare ‘ ﬁ coverso

Your First Premium Bal

Coversd - o ane De Carchsl of lath o MALEC payTETn Mailed

e N 5 D mrdr, o SMeTG Wi e e on P T Say O Pe e
- \-vo "R 7 Te W 3N 1~v-v.;~rn~ s @aTe fyng
y

el approximately 2/3
R days after receipt of
Payment O dal O, 0, D
" cous Punrte 4 enrollment

lg=oter L farm v

Your plan (Com o Com Pametol

L ou o8 Nt e cowerEgn ! PR SR ol wll Nae X WD i Xpen Dy
PRce of SHR (ETWNGR T TEM AR T Dy A DETERY wOer (O Ry T MR FOSre U e

Dear [First name],

Than you for chocsing UnedHestncan. Mailed first-class

B par COSTER Demaw Cm Te T 1AM TS SRES DRSyRs Y Sury g srdte o

. e . 78 P St b A 8 51 3 B Py 400 | _ Pay-by-phone option
Payment Description Amount e oo cm fam i ; supports automatic
Mty Fute 00 6 payment

Adwred o~ ‘3 TomM by £ 00 fyon Bec g T s WP Ter Tap | gAY 7 T St 3 Brge ITT Sooery . .

St cdeind Aieturcn " Clearly identifies

Tl My Pyt o s ns where to find help in
Total Amoust Oun vee N other languages
Three ways to pay:

Onfire
R g
4 @ Wt et

e T e I SRR
e

S A Tt b o o —

i Sy

T s ey e B e e o e
e e e e e -

Pnone

Tl e AT St S e W, TTY TV | T ST iy e

by

Fyom nul 0 jou payresl Seam BLEN sl OO De term Do >

Vil o tame B g S L
".’-‘\" 3 °
T { UnitedHealthcare

Cmapest, O a2

(".',')
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B ek

R
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_ UnitedHealthcare
e We make it easy to pay 'JJ

Once we receive the enrollment file, we’ll send an invoice
to the applicant billing for their first premium payment

Plan becomes active once payment is received

Ways to pay first and ongoing
premium payments

Phone:
Credit/Debit card and bank account as a one time payment
or by setting up recurring payments

Web portal:
Credit/Debit card and bank account as a one time payment
or by setting up recurring payments

Mail

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



UnitedHealthcare Onboarding Experience: Initial ID . _
e Card with Activation Sticker and Activation Flyer 'JJUmtedHealthcare

<UngedHeakhcare>

Thank you for choosing UnitedHealthcare.

@

Pay your premium
You cen pmy your morhy pe e
o e argetdbng tn 2T
Ly callng e mumder nuder
By muld ¥ you/ve sewacty e u
Pyt fark you

@ Once you activale your health plan, you are on your way

What's next @ — W4 s o 2

e

i

<Address 1> U J ; are’
By l UnitedHealthcare
<City= <Statex <ZIP>

[PRINT_DATE)
<Member Name> [INSERT PLAN NAME]
<Address 1> Your coverage begins on
«Address 2> [COVERAGE START DATE]
«City» «<State> «Z|P» Offered by [UnitedHeaithcare of Alsbama, etc |

Time to activate your health plan.

(@) =

Provide your email

STt wtiwrend ] Thal s ok

B, youl be sbie 1 do mom coiee
(e pay your monehy preesiay
YOu GAee O

Subscriber should receive their initial ID
cards approximately 1 week after signing up

Roadmap lets the member know what’s next
Access NurseLine and myuhc.com®
Activation Flyer back side in Spanish

ID cards for the family are issued following
payment

dHealthcare fﬁ COVERED

Go to uhcexchangebilling.com 24/7 or
call the number on the back of this card.

(Famove sticker afler ectivation)

Rx PCN: 9999
RxGrp: UHEALTH

UnitedHealthcare Core
Underwritten by [Appropriate Legal Entity) 2




e UnitedHealthcare Onboarding Experience:
Welcome / Getting started card

lJJ UnitedHealthcare

2 Triggered by first premium paid — about 5-7
Making the most days

of your plan. Mailed separately from the Health Plan Kit

Hare 28 2 Bw tips to nelp yo

Calls out important reminders and critical
plan details before the member’s plan

Using network providers. starts
@ O eyt s et Encourages myuhc.com registration and
Maje =2 1 cockrs nc pharmacis o 2ty accne promotes video series.

nUmdes or

Getting prescriptions.

{ £ ‘v.i’cm ‘ :
Questions.

v Fyulc oom enm ¢ uhoxchange Jut .com or calb
the mamber numbar o your It v 711

Welcome to
UnitedHealthcare.

'_‘ UnitedHealthcare

14
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e UnitedHealthcare Onboarding Experience:

Health Plan Kit 'JJUnitedHealﬂware'

I UnitedHealthcare

Understanding
your tanefits, claims and
whedo 10 acCens care.

Triggered after first bill paid

Hello What's in this Kit: Health Plan Basics

(First rfaN\eL Roadmap on letter

Because simpler is better.

T T A R Ly ys el ) WY St el | . S5 AT
VORGP S o

2 o)
Tie rtvert s Sutetin @ # pas stes Sou Your phan Getass. Your monthiy

Mambor Faghts and Responsibintins
AL &G et Bt AT . . - T S W ——
- b e S———

PRAR SN . ——— e —_——

Logal Notces

B e L R S T T [T p——— B e e - — -

A e m e B e ——— — -

- B

n- ke

-n -

e e

- - T sy

W — - Sy ot el
N - e e ——— e
o —— W —— I o ————— I m——
I P Y —— S WP TP N PGP T > ST § WP T Se—
TR ————— " — N W S ~vam F e v vy
PO —
o+ P Sty W — g e
- e ——— —— W § = © - - TP ® W
- N — —— ey
ey
The Urvtedaathcan Team
J P e

P o — o e emE e @ v — —
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6 UnitedHealthcare Onboarding Experience: lJJUnitedHealthcare‘

Final ID Card Mailing
Hello Member.

We look forward to

ID cards for all members
Side 2 in Spanish

Triggered by first bill paid,
around 5to 7 days

Roadmap

Your ID card. Helpful tools to simplify your life. Encourages myuhc.com
When you go to a doctor's intrnant Personalized UnitedHeathcare : :
or piok up 2 prescription drug ata Syl Hoalh ke App registration and promotes
pharmacy, you'll need to show your
health plan ID card or your digital health Manage your insurance info, ‘Wiew your |D card, get haalth t h e H eal t h 4 M e Ap p
plan |0 card on the HealthdMe app. print ID cards, find doctors and account info, find doctors
and aceess health tools and talk fo &8 nures with the
UnitedHealthcars Haalth4bea”

Sign up &t myuhc.com®

mobils app. 5 -
Dioww nload the free app from f
the Apple iTunes App Store l ) l.nl"?d”('ﬂ]"l(‘ﬂn‘ m covenep
—_— or Android marketplace. Heatth Plan 80840)  911-87726-04
i - Mambe: 1O 123456789 Group Number 904963
Member Cowered Cboma
Eﬁ?ﬁ?ﬂ SMTH Plateurn 90 P90
SPOUSE SMITH ;
Qe -~
CHLD3 SMITH Rese 810279
R Sx ER§IN R PCN: 8990
o=l Uglaw ) SpecS® RaGepr UHEALTH
Questions? We’'re here for you. : UnitedHealthoare
o _ o ) ) \ DOLs0e Undrwe Ben by |Aopropriate Legal Extry
Vizit myuhc.com® for more information. You can also email us at uhcexchange@uhc.com or call the

member phone number on your haalth plan ID card, TTY 711, Monday through Friday, 8a.m. o8 p.m.
Members: We're here to help Check bensfits, view daims, find
a doctor aska quesnon and mof

You are here. Web: com Call anwme 10 speak
myNurseLine 866 -529-1504 with 3 Nurse
What to Phione 2602773
E'XPECT next. g Providers: B877-842-3210 of www.UnitedHeahcareOndine con
Medical Claims: PO Box 30555, Sak Lake City UT 84130-0556
Pharmacists: 888.290-5416 g
NSUFENGE COVErags prowisad by of theough UnitedHeathcans Insurance Company of is afiates. \ Pharmacy Cisims OptumRx PO Box 28044 Hol Springs. AR 71203 /

02015 Unried HealnCan Saricesd, inc. UHCEWTS535442-000
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e
UnitedHealthcare tools to help
manage health care and costs



24/7 access anytime or anywhere when

_ UnitedHealthcare
members register at myuhc.com® lJJ

Choose how they want to get myuhe.com ” ——
information - online, mail, email,

text o -

S Get information @ Pt

- - - o you can trust, S Vst
Available in Spanish St S o s

e et m

Access health resources and - o messeimn

cost decision tools T —

UnitedHealthcare Health4Me® mobile app

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



!UJ UnitedHealthcare
Health4Me app helps you where you are

From home, work or on the go,
members can easily:

Share their ID card

“There’s a
convenience
clinic nearby”

Note

24000 S23E200  B00L O

LT

$125.00 $75.00

Although Health4Me
IS not available in
Spanish, information
can be accessed by
calling Customer
Service

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.

“Doctor, can |
get the MRI at
the clinic
instead of the
hospital?”




) UnitedHealthcare
Tools to help manage health care !J

Nurseline 24/7 nurse support

Registered nurses,

ER Decide if you should see a doctor, go to an urgent care with an average 15 years
center or emergency room, or treat yourself at home Qf eXperience, are
available 24 hours a day,

o] 365 days a year
Find a doctor or hospital

@ Answer questions about an illness or injury

Call the number on the
back of the ID card

Nurses are supported
by Spanish language
Give you support on caring for a chronic health interpreters

+] problem, like diabetes

@D Understand your medications

PLAN TIPS S T Y S
Call a nurse wherever you are. This 24/7 service is system and we can halp Smpily your experience
part of your health plan at no additional cost.

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



UnitedHealthcare
Tools to help manage costs 'JJ

myHealthcare Cost Estimator

Estimate costs before Need an estimate? A AN E RS
etting care " | YourFinal Estimate |
9 d We'll show you what T O~ ——~man ot e
................................................................................................................................................ YOU can expect to pay et 2w 15
Calculate estimated " a v 5131
out-of-pocket expenses “ el e § 4178
dodor yof.u::fm m:‘:ﬂh?oﬂ -
................................................................................................................................................ ’°" S— s 953
Estimates based on 1 = |

contracted rates

Integrated with Customer Care
and clinical support

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



) UnitedHealthcare
Tools to help manage costs !J

myClaims Manager

Pay providers for out-of-
pocket expenses

Access health statements
and explanation of benefits

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.
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O
Where to find more information



lJJ UnitedHealthcare

Material available on websites

Collateral to provide information on
UnitedHealthcare Marketplace products and services

e— CE=E F
= e Network Flier
Mini Brochure = .
' o ——— | foomeusa)
T (@) mermmm e
= == : — — F."\_‘.:". . -
Subsidy Chart N -
- [ [FISewTe. —— One guide 1o make shopping
One guide to make shopping for hewith Insurance simplor,
for health insurance simpler. Can you get a subsady?

www.uhone.com/broker uhc.com/assisters
Broker Service Center Assister Hotline
1-800-474-4467 Option 1 1-866-698-1739

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



Summary of resources in Spanish U tnitedttalthcare

Personalized enrollment support is
available at our fully-staffed bilingual
(Spanish-English) direct sales and
enrollment Call Center
(1-800-985-3859)

Provider search with Spanish
language indicator

Latino Health Solutions bilingual
website at uhclatino.com

myuhc.com is in Spanish, including
myClaims Manager

Once a member has enrolled,
Customer Service is available in
Spanish with full member support

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



' i UnitedHealthcare
Latino Health Solutions lJJ fute care

uhclatino.com Spanish website

Bilingual health information
center with medical terms and uhctatis com

descriptions of laboratory tests Seguro de salud:

and common illnesses — ¢Qué, Coémo y Por Qué?

Bilingual health education fliers,
brochures, and other health
maintenance materials

Valuable educational videos in Acerca del Seguro de Salud y la Reforma de Salud

both Spanish and English at
uhclatino.com

How insurance works, What are HSAS,
What are “Life Events,” What are the
Penalties for not enrolling, etc.

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.




Enrollment websites

lJJ UnitedHealthcare

UnitedHealthcare

For more information
on how to enroll,
consumers can visit
uhc.com

¥ Unzediiesithesee ; (<]

NSWAance made simpler. Alrmacty a Mamber?

Fr RS I 20 Code

7we can

r.r.\ak(- it simpler.

Covered California

Consumers can visit
coveredca.com for plan shopping,
eligibility, and enroliment

X PREW) Al Y T
covimgp ITLORE S e e

s g ovants may qualify you I c epectal enrollment

Lo i o il L

Tol » Frans $hap ane Corrpare Paver Nesources Seal Dowreenes et -Cw

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.
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About UnitedHealthcare



. lJJ UnitedHealthcare
About UnitedHealthcare

Our membership

*

CALIFORNIA REPUBLIC

Over 45 million national Over 3 million members in
members California

29
Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group. Not for COﬂSU mer Use



http://www.50states.com/california.htm
http://www.50states.com/california.htm

) UnitedHealthca
About UnitedHealthcare U UnitedHealthcare

Our Awards

BEST-IN-CLASS PERFORMANCE
for our clients and as an organization

THE

CIVIC

E:-

AMAE: i ”

E[]M ES%

E

Winner, EDM

Claims- Insurance & Community-
Processing Managed Care Minded
Accuracy since since 2010 Health
2012 Company

30
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https://www.google.com/url?url=https://twitter.com/thecivic50&rct=j&frm=1&q=&esrc=s&sa=U&ei=FYGbVd3-O4OwyATZjpKwDw&ved=0CBYQ9QEwAA&usg=AFQjCNE-YBOZOBDnzSV9QcRSqZl35-nuDg
https://www.google.com/url?url=https://twitter.com/thecivic50&rct=j&frm=1&q=&esrc=s&sa=U&ei=FYGbVd3-O4OwyATZjpKwDw&ved=0CBYQ9QEwAA&usg=AFQjCNE-YBOZOBDnzSV9QcRSqZl35-nuDg

' UnitedHealthcare
About UnitedHealthcare U Unite care

Statewide network of over 30,000
doctors, 400 hospitals and 2,000
clinics

In-network providers throughout the
state of CA

Cross state border provider network
(Oregon, Arizona and Nevada)

Innovative tools, technology,
information and resources
Latino Health Solutions - bilingual
(English/Spanish) resources available

Support consumers need, meeting
them where they are

Proprietary Information of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group.



Thank you! ljﬂ UnitedHealthcare

Thank you for Questi_ons:
taking the time Broker Service Center

1-800-474-4467 Option 1
to learn more about

UnitedHealthcare! Assister Hotline
1-866-698-1739

32
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